3 

t3 
3 

2_ 
4-1 

U3 

3 
C 

o 
Z 



c 

u 

1 

c 

"55 

fiQ 



3 
C 

E 

'm 
Z 



CO 

CO 
<D 



C 

G 

t 

A3 

Cl 

"Or 

V 
T3 

o 

CD 

JC 



00 
1/5 

u 
Q. 



- „ cd 

E S a 

a. q. a> 

. ."a 

■y -*-» 
c c c 
a; (U oj 

£ E £/ 
t t a/ 
a: <u cn 

CD O) C 

~o -a cn 
cn.y £ 

5 £ G 



CD <D 
-C jC 



> 



CO 
00 

a. 

d - 
3 rvi 
P ,„ 



o o o o 

LL LU tu 





o 

u 


Cl 




rvi 

1 V 1 


CL 




CD 


3 




CO 


o 




CD 


L. 




O) 




e 
o 


-J 




r 


CO 


* 


CLQ 




a; 


CD 






_c 


3 






C 


i— 




V 


o 


o 


2 




LU 


I 












cn 







c/> 

£ 



■ CO 

CO CO 
CO CD 
CD 

CL 
- Q. 

1^ 



CO 
CO 
CD 

cL a) 





3 






cz 






£ 






-Q 

3 


CO 




00 


3 


c 


o 


C 


a 


c: 




S 


•^-^ 




XI 




i 

£3 


3 




3 


0"i 




C/i 



a 

3 
O 

cn 



A3 

a 

<D 

jc: 



u 

r- 00 

U CU 
CO i- 

c c 

]y ]y 

c c 
■c x: 

u u 

xj xj 

cD cd 

JC JC 

L_ U 

O p 



a 



3 
C 

0J 

2 

i 

3 



E 

-u- > 

3 
C 

CD 

E 
i 

.o 

3 

CO 

O 
C 



CO 
CO 

CD 



CO 
d) 
u 



3 
C 

Z 
c 

J5 



CO 

cj 
o 



CO 

• co 

to k 
co 

CD - 

L- CU 

Cl cr 



o 



u 

(D 



to ^ 
in — 

CU 03 



c 



o « 



c Q 

8 cu 

u — 

in in 

i_ U 

o w 

o u 

CO 



<u 

CO 
O 
tJ 



c 

<d 
u 



3 

o 

ro 



c 

(1) 



CD 
C 
C 
O 

CO U J-J 

o 

o y 



s 

5 co > 



3 c 

o o 

Cl ^ 



O 

E 

o 



° 
c 

i> 

E 



o u 



CO 
CD 
U 



o 

CU 

cn 



O 
u 

cj 



CD 

u 

o 



> 

CU 

to 

O 

CD 
CO 



c a; lo 
ro c: 
a; i~ 



3 

o 

^ p 

CU 



ro 



5 

_ o 

U ~C 

O 3 
O 



tj a; -a 

5 ^ a c 

o eo o c 

u_ o o o 

^ H H h- 



CO 
CO 

S • 

s e . 

3 k CO 

O 0J CO 
>, U CD 

•£? S 

,„ i= 1- (U 
tn C d; 

8 JS u 8 
= £o o 

=5 O C 

H (u tu - 



o c 

a) 2 

a. I 

JO 



CD 
"O 

-Q ±3 



3 o 

o ^ 

-a § 

^ m E 



01 



3 

c 

I 



3 

o 



X3 U 

o o 



O «3 

E t 

|R 

.5 cu 

u ^ 
O O 



en ^ 

co ±r 

to C 

<u a? 
a£ 

.y a- 

co — ^ 

co fa a; 

cu c = 
u o- ro 
Q-S U 

- Q- u 

o o 3 

•5 = 1 



0) cu 



J) 5 



03 



3 

°2 



o CU 



ro 



c 

o 



N 
C 

a; 



o o 

c 51 
ro 



ro 

t§ 

c o 

ro u w 

poo 
H h- u- 



co 

CO 
CO cu 
CO u 

v a o 



CO 

co 

CD <T 
^ w 
^2 in 

CO CL 

<D CO 
±j oo 

■a 5 u. 

ro g cl 

i« u 
cu u ^ 
ir ro a 

J- u 

3 cu 
o c 

o 
u 
CU 
u 

a 
u 



o 
c 
ro 



cu 
u 



cu 



u ro ^ 



u 
ro 

c 

ro 



ro 

C 

Z 

3 

CO 



oj to 

Q. O 



> 
o 

o u £ 

,06000 
f— H H H 



> 

jc 00 
4-/ ^ 

cn o 
c ^ 
ro -u^ 
sz <v 
u cn 



O 

H-H 



flj 



o 



V 



ft 



n 
>- 



e - 

o 

5 



S 



\ 



■ c 

£ 5 



on cv 

i 



rt 



V 



3 



J- 



(0 

1- 



3 



aT7 



■£H!7 



- 7^7 

7 ^7 



-TEH 



CO 

0 



!, — 

Item 


[description 

1. 


Frequency 


Cumulative] 
Frequency 


1 


fGet information about a ojii 


17:8% 




I 2 


! Add optional services 


9.3% 1 


|_ 3 


Gee new service / ooen an account 


f 9.0% 


1 


!L ^ 


How to use . . 


6.7% 


1 *2.8% 


s 


Disconnect optional service 


6.6% 


i 


6 


Report a problem wttn service 


5.2% 






Change optional service 


6.0% 




8 


Disconnect service / close account 


5.3% 


66.9% 


9 1 


Get information on services (avaiiabtiicy, s) | 


4.S% 




10 | 


Schedule a payment | 


3.9% 




U 1 


Change account informaocn 


3.8% 




| 12 I Move service 


3.*o/ e 


S2.8% 


_ sJ 1 


Get information on account 


2.7% 




nh 


Discuss bill | 


2.1% 




lisj 


Get information on payment [ 


1.7% 




(16 I 


Schedule technician visit i 


1.2% 


90.5% 
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MAIN MENU PLAYED 
TO CALLER 



CALLER'S 
SELECTION 
RECEIVED 




Yes 



SUB-MENU PLAYED 
TO CALLER 



-No- 



CALL TRANSFERRED 
TO 

REPRESENTATIVE 
5*12. 



REPRESENTATIVE 
ASSISTS CALLER 

m. 



END 
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